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in queue or “in line” after 
making a selection to 
speak with a Call Center 
Representative, is around 4 
minutes.  While this 
response time is 
encouraging, we are 
working each day to keep 
the average call response 
time low.  
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 Restructuring the main 
menu options to move 
the most frequently used 
options, like the case 
status and change 
reporting options, to the 
top of the menu;  

 Providing information on 
upcoming interview 
appointments through the 
automated phone system 
and an option to 

reschedule the 
appointment, if 
necessary;  

 

 Providing a list of  specific 
documents that need to 
be submitted and due 
dates when checking 
the automated case 
status; and  

 

 Including a courtesy 
reply envelope in each 
piece of outbound mail.  

 

An added feature for V-
CAN members serving 
special needs populations 
is a new entry point for 
case-specific inquiries. The 
new entry point was 
developed in response to 
V-CAN member questions 
to Specialists at the FSSA 
Service Center. There are 
Specialists at the Service 
Center who focus on 
specific types of 
applications and cases, 
such as Medicaid Waiver, 
Nursing Home and 
Medicaid Disability 
applications.  
 
The new entry point is an 
alternative to contacting 
the Call Center to speak 
with a Specialist. The new 
entry point, which was 
implemented on August 
25th, allows V-CAN  
members to submit a case–
specific inquiry on an email 
request form directly 
 
Continued on page 2 
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LifeSpring serves over 8,000 
clients each year and 
provides behavioral health 
services such as psychiatric 
services, nursing services, 
chemical dependency 
treatment, detoxification  
services, in-jail services, home 
based services, school 
outreach services, residential 
services, and services for 
people with dual diagnoses.  
Using a team approach, 
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LifeSpring
Point, which allows case 
managers to help clients 
apply for and manage 
benefits while receiving 
behavioral health services 
from LifeSpring. The 
LifeSpring Benefits 
Department was established 
following an increased client 
need for more detailed 
assistance with case 
management. This 

proach allows the Benefits 
tment to communicate 

with clients effectively and 
sure continuity of care.   

nn Ritchings is the 
LifeSpring Benefits Coordinator. 

coming a V-CAN Access 
int has allowed us to 
mmunicate, advocate, and 
low through on behalf of our 

clients in ways that we were 
not able to do prior to the 
modernization.  The new entry 
point enhancement is a vital 
communication tool we use 
on a regular basis for case 
specific inquiries and we 
couldn’t be more pleased with 
the results. By being a V-CAN 
Access Point member, we can 
continue to obtain knowledge 
that will allow us to best assist 
our clients.”  
 

For more information on 
LifeSpring, email LeaAnn at 
lritchings@lifespr.com
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Thank you to all of the        
V-CAN members who 
participated in the pilot 
program to test the new 
entry point. Please note 
that only specific agencies 
have access to the new 
entry point and other V-
CAN members are still 
welcome to send questions 
and issues to 
vcan@us.ibm.com

roup at 
r.  A 

response is p ed to the 
V-CAN memb ithin two 
business days
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We will continue to look for 
opportunities to improve 
our service to you, and we 
encourage you to keep 
those suggestions coming!   
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If you have an agency or 
association-wide newsletter 
and would like to provide 
an update on Eligibility 
Modernization and the     
V-CAN, let us know!  
Request an update on 
Eligibility Modernization for 
your next newsletter by 
emailing 
vcan@us.ibm.com
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New System 101: Tips for V-C bersAN Mem  
 

  
     

   
 
 
 
 

 

 

 
 
 Region 2Region 2Region 2Region 2

 
 

 Verification documents 
submitted with the  Indiana 
Application for Assistance; 
or  

 

•  When submitting an  
Authorized 

    Representative Form or  
    birth confirmation (i.e., 

Babygram).  
 
TIP 4: How to Submit 
Babygrams 

When adding newborns to 
xisting Medicaid cases, 
ease FAX the birth 

announcement with 
“Babygram” and the 
mother’s name at the top of 
the page.  Please FAX each 
Babygram individually, rather 
than with a set of Babygrams, 
and DO NOT include a case-
specific coversheet with this 
FAX.  
 

2 V-CAN 
essions. This additional

roductory training that is offered prior
to each regional implementation, as well as an advanced training 

 the online 
orting functions and 

orkshops were 
orkshops focused 

d Disability Medicaid, 
Hoosier Healthwise and Healthy Indiana Plan cases.  If you missed one 
of these training sessions, the presentations are posted on the FSSA 
website. Go to www.in.gov/fssa

 

e
pl

Throughout July and August, over 500 Region 1 and 
members attended Advanced V-CAN training s
round of training included the int

session that focused on using the new tools, such as
application, online case status and change rep
interacting with the Call Center. Advanced V-CAN w
also offered to attendees. The Advanced V-CAN w
on the ways to apply for and manage Adult an

, click “Eligibility Modernization” and 
“Communications” and look for the “Presentations and Other 
Reference Materials” section of the page.  
 
The Advanced V-CAN training sessions provided an opportunity for 
FSSA Division Care Managers to meet many V-CAN members. Care 
Managers from the FSSA Division of Family Resources, Office of 
Medicaid Policy and Planning, Division of Aging, Division of Disability 
and Rehabilitation Services and the Division of Mental Health and 
Addiction attended the V-CAN training sessions. Many great 
connections were made during these training sessions!  
 

Regional Spotlight:  Regional Training Update 
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How Can You Get More Information?  
      

 

If you have questions about 
Eligibility Modernization or 
the V-CAN, there are 
several ways you can get 
more information:  

 Attend V-CAN Training 
prior to implementation 
in your Region 

 Visit www.in.gov/fssa and 
click “Eligibility 
Modernization” and 
“Communications” to 
review presentations, 
common questions and 
answers and other 
helpful information about 
the V-CAN and Eligibility 
Modernization     

  Email Us! Send your 
questions to 
vcan@us.ibm.com  

Mark your calendars! The next 
issue of the V-CAN Connector 
will be published in 
December 2008.  

applied for  To date, 
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vision of Family Resources 
t FSSA believes the one-
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ay to g ce to 

siers in need.  

“We can mobilize the right 
agencies at the one-stop 
centers and provide a 
consolidated approach to 
offering assistance to 
Hoosiers affected by the 
floods. By visiting a one-stop 
center, Hoosiers can access 
assistance offered by 
multiple agencies, rather 
than visiting each agency 
individually. I believe we’ve 
found a solution that works 
efficiently and effectively 
during a disaster situation.” 
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on the FSSA website. Stay 
tuned for more information! 
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